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ABSTRACT 
 Customer satisfaction is one term that is very important for the organizations that provide 
services. It is because, when their customers satisfy with the service, it will help the company to 
achieve their goals and the level of satisfaction must maintain to help the organization maintain 
their reputation. If the organization can provide good services, it can build trust from their 
customer perception. This research study on the service quality dimensions which are reliability, 
empathy, assurance, tangible and responsiveness that will lead to customer’s satisfaction. The 
service quality dimensions are adapted from SERVQUAL MODEL that is developing by 
Parasuraman (1988). 
 This research was carried out at Pejabat Tenaga Kerja Seremban and focus to the 
customers that come to this organization to use the services. Data is collected through a 
questionnaire distributed to the 50 respondents using simple random sampling. Result of the 
present study showed that the significant correlation relationship between service quality 
dimensions and customer satisfaction. This study also used regression analysis in order to 
identify which factor in service quality dimension that most influence customer satisfaction. This 
study is said to be beneficial to the company and also customers because the result will help the 
organization improve their service and from the side of customers, they can enjoy better services. 
It will give benefits to both sides. By analyzed the data, the results shows that factor that most 
dominant to customer satisfaction at Pejabat Tenaga Kerja Seremban  is assurance while tangible 
is the factor that least influence. Recommendations for future research are also having been 
discussed. 
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